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1.0 Introduction
1.1 DOCUMENT OVERVIEW

Conceived as a result of the governing Integrated Logistics Capability (ILC) and the Marine
Corps Logistics Operational Architecture (OA), MATCOM Contact Center is intended to provide
Marines and Marine Corps support personnel with the ability to track customer inquiries
(requests) from creation to closure. This capability will allow inquiries to be sourced and
resolved in an efficient and effective manner. The sources of inquiry resolution will be
transparent to end using customers who generate the inquiry (SR). In the end, the overriding
mission of the MATCOM Contact Center is to operationalize the business process requirements
and changes that have been dictated in the OA.

To do this, the MATCOM CRM Group will utilize the Oracle 11i Application suite including the
following modules: Oracle iSupport, Oracle TeleService, and Oracle Workflow (in conjunction
with the EV Pilot specifications). Working together, these applications will support personnel by
delivering the capability to create and track customer inquiries (SRs). The primary goal of these
applications is to provide end-to-end visibility into inquiry resolution. Having established end-to-
end visibility, the Marine Corps will be better able to facilitate inquiry prioritization, inquiry
distribution, and ultimately inquiry resolution.

1.2 DOCUMENT PURPOSE

This document provides the Marine Corps with the user manual necessary to support the
successful implementation of the Customer Service Management functional flows within the
context of the Contact Center capability. In particular, this document will outline the purpose,
objectives, and processes necessary to provide the MATCOM CRM Project user community
including the Supported Unit (e.g. 6th Marine Regiment), Supporting Units (e.g. 2™ FSSG) and
Administrators with the competence and confidence to use the tool correctly, productively and
efficiently upon the completion of initial training.

Specifically, the User Manuals will arm the user groups with the instruction required to perform
their assigned tasks within the system. It is important to note that the Project Team has
automated many of the existing processes, thus reducing the required level of user intervention
through a decrease in touch points and number of corresponding training requirements.

This document should serve as a supplement to user training and is not intended to replace
training. The document will describe many of the basic pocedures that a user will need to
understand within the Oracle applications. Additionally, it will display how the application will be
used to perform the OA compliant business process and provide screen shots of the
applications for users to reference while performing the process.

MATCOM Contact Center 4
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2.0 Functional Basics of Oracle forms-based Apps

The purpose of this section is to provide users with examples of some of the basic
features/navigations of the Oracle forms-based software. This section serves as a reference
point for any user who requires navigational how-to instructions in order to begin using any of
the Oracle forms-based modules (i.e. TeleService, Order Management, Inventory). For the
purposes of the current Extended Validation and MATCOM Contact Center system rollout
efforts, this includes, but is not limited to, 2" FSSG OMs, 2 FSSG MCMs, MATCOM CRM
Users, and MATCOM SME Users.

2.1 DOWNLOADING ORACLE JINIATOR

To access the forms-based Oracle Applications (i.e. TeleService), it is necessary to have the
Oracle Jinitiator software installed on each user's personal computer. This software can be
downloaded directly from the Oracle Corporation website. The URL that contains the download
for Oracle Jlnitiator is http://otn.oracle.com/software/content.html

Jinitiator is currently listed on the right hand side of this web page under the category
“Technologies, Uilities, and Drivers”. To be able to access this download, it is necessary to
register as a user of the Oracle Corporation web page. Registration is free and after clicking on
the Jinitiator download, each user will be prompted to either login to the Oracle web page (for
return visitors) or register to use the web page (for first time visitors). Once registration is
complete, a user may download the Oracle Jlinitiator software by clicking on Jlinitiator and
following the instructions on the screen.

It will be necessary to ensure that the proper version of Jinitiator is installed. The version used
for the USMC implementation is (as of Jan '03) version 1.1.8.16. The user will have to click on
the link to the jinit11816.exe in order to perform the download. The download process will ask
the user to choose to run the download (i.e.: install) the Jinitiator from its present location, or
save the executable to their computer. The user can choose either option. If the user selects to
save it to their computer, they'll have to remember to launch the executable after it's saved.

In order to perform the installation of the download, the user will have to follow the instructions,
clicking the 'Next' button as each stage of the install is performed. The user will be asked if
he/she would like to install the software in the 'default’ locations. It is recommended to follow
this procedure. In other words, the user can click the next button until the install has completed
successfully.

= Attention: Jinitiator is only required for Oracle’s forms-based applications (i.e.
TeleService, Order Management, Receivables, etc.). If you are accessing a
web-based module (i.e. iSupport, iStore) than a download of Jinitiator is not
required. In accordance with your functional role, if you are a Supply Officer or
Requestor who only requires the ability to submit requests than you will not
need to download Jinitiator.

MATCOM Contact Center 5
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2.2 LOGGING INTO ORACLE APPS

= Attention: The process of logging into Oracle Apps (including responsibility
selection) will vary depending on the user’s functional role. For example, if you
are a 2 FSSG OM user who is trying to access a service request, you will
initially need to login through the portal. These instructions can be found in
XXXX training documentation. As a user who initially logs into the portal you
will follow the logon instructions in this section only after clicking on the link to
your Oracle Apps responsibility through portal. Direct login to Oracle Apps
through the Oracle URL address pertains to MATCOM CRM or SME users
only.

To navigate to the Login screen for the Oracle TeleService Application, please enter the
following URL in your Internet Browser:

http://atc-ids13.oracleicenter.com:8003/0OA HTML/US/ICXINDEX.htm (Note: This is the URL of
the Test (8003) Instance)

Once the Login screen appears, a user will need to enter his/her User Name and Password to
access the application. The User Name and Password are set by the System Administrator. For
the USMC Expanded Validation and MATCOM Call Center efforts, the default password is
‘welcome’ and user names will be created in the following standard format:

User Name: FirstName.LastName

MATCOM Contact Center 6
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To access the applications, simply type your User Name and Password in the corresponding
boxes and use the mouse to push the “Connect” button at the bottom of the screen. Below is a
picture of the screen that the user will see at the Login Screen.
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2.3 ORACLE APPS LOG-IN WELCOME NAVIGATOR SCREEN

= Attention: If you have only one responsibility assigned to your user account
in the Applications than you may not see the Welcome Navigator screen after
initial login. Oracle will pass you directly to the forms navigation area
associated to your assigned responsibility.

After successfully logging into the application following the process described in section 2.2, the
next screen that appears is the welcome screen. The primary options on the welcome screen
are to navigate to an assigned Oracle responsibility from the list of available responsibilities or
to exit the Oracle Applications by using the door icon at the top of the screen. Below is an
example of the welcome screen:
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2.4 RESPONSIBILITY NAVIGATOR SCREEN

Attention: Whether the user logs into Oracle Apps directly or through the
portal, this section pertains to both login methods.

To accomplish a task in the system, users should double click on the responsibility
corresponding to his/her organizational group and associated role-based forms access. Wait for
the navigator screen associated with the selected responsibility to appear. This screen provides
a list of available menu options within the responsibility. An example of the responsibility
navigator screen is shown below. Please note that the forms navigation screen associated to
your responsibility may not look identical to this example:

Functionz | B 18
Uriivereal Work Duaue

Universal Work Juene

Universal Work Quous :I'np gt

+ Customer Manageme o
+ Semice Requests

+ Knowiledge Hase

+ Installed Hase

+ Drder Capturne

+ Resnurce Mahagement
+ Task Managemeni

+ Escalation Management
+ Temitory Management
+ BElp

+ ke

st | NS ADEGE D AD || Do Ee | e | B | Sl |[Zor. [Tmf e SESNEITOARMY L

Double clicking on an expanded menu item will open the screen for that menu item. Similarly,

Open

highlighting an expanded menu option and pressing the [ ] button will also
open the screen underlying that menu option. Menu options may be placed on the “Top Ten
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List” (the list of shortcuts) for easy reference by highlighting the option and pressing i in the
middle of the screen. Similarly, to remove menu options from the “Top Ten List” a user may

highlight an option on the list and press 1] in the middle of the screen.

2.5 ORACLE FIELD ENTRY METHODS

Free Form Field Entry

Some Oracle fields do not validate against pre-existing values contained in an Oracle Database
table. In such cases, you can enter the text of your desired value in the field with the only
limitation being the character length of the field. Primary examples of such fields include
Service Request Summary, SR Task Name, and SR Task Description. Oracle generally does
not require validation on any fields that are used to define a record in lemans terms. An
example of the Service Request Summary field is shown below.

L 1001 %1
ORACLE

SRl B BN IR Sk

eH{= pLET T A emer
Contact Type _ Customar Typa _ M Installed Baze hlarmbar
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SLEnmmary |F|.aq Status Updats [[..H'1 L |
Helpde=k Mumber Fmblem Code |F|.:q Fulfi He=pond by |
Urgency |H Resciution Code | i Resalution by f12..l.ﬁ.ll.‘-l‘lﬂﬂ.ﬂl..l'l
= Note and Knowladge
_[D_agmjigﬁ_m + iTxpn_ Trpe | Qgesttn Data Sratus [Iqbl_ht
|l spprivs thiz SR, Plegse reepond 3sap Thiz e been an...| Moilcatio | = poc =
B roccapesin oo ol Bob Smit
= POC Phong
17 B8 5rar
POC Efnall
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[ I HSHHNIN and Description h
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List of Values (LOV) Search Window
Some Oracle fields are validated against a set of pre-existing values as defined in the database.

If a field is pulling from a pre-existing set of values than you will see the ellipse symbol 1_ in the
far right end of the field when your cursor is in the field. In this case, you will need to further
refine the value you are entering into the field by selecting from the list of options provided after

clicking on the 1_ icon. The list windows box will appear after clicking on the icon. It will look
similar to the box shown below:

'|:::| rder So

Qrder Source
Altomotive

CRM Apps

Caontract Renewal
Copy

EDI

Field Service Repart
|=14]

I15tare Account

|5tore Oneclick

15tore Walkin

Internal

Online

Order Capture Quotes
Sales and Marketing Collateral

Caloc and Marlatinm Cnta

Within the list window, you can further reduce the available values by performing a search. To
find a value containing ‘service’ where you don’t know whether service is at the beginning or
end of the list, enter the search criteria as %service% in the Find field. The percent sign [%)]
represents a wildcard search character in the Oracle Apps. If you are looking for a value that
begins with ‘serv’ enter the search criteria as serv%. To find a value that ends in ‘vice’ enter the
search criteria as %vice. After entering your search criteria click on the Find button. See the
example below where the user narrowed the search criteria to include only those values
containing ‘service.’

Serice
Sersice Billing
Servdea Fecues]

MATCOM Contact Center 11
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List Of Values (LOV) Quick Entry

Alternatively, Oracle generally allows you to enter a part of the value directly into the LOV field

without clicking on the I icon. If you know the first part of the value you are entering than you
can enter that value directly into the field. In the example provided above, the user could have
entered ‘Service Bil' directly into the Order Sources field and then clicked on the Tab button.
Oracle would have auto-populated the rest of the value into the field. This method eliminates
the need to click on the ellipse icon and further refine the search through the search window.
Following these instructions you can significantly reduce your data entry time into LOV fields.

2.6 ORACLE RECORD QUERY MODE

Query mode is part of Oracle’s standard functionality. Query mode is useful for purposes of
searching for a specific record or set of records contained within the database. Query mode can
be used in almost all screens within the application except for screens that already have a find
or search button. The process for using query mode is as follows:

As an example, a search for SR number 960 is demonstrated below.

1. Place the cursor into the field that you would like to run the query on

Contect Type LLTTEL | SETTESET N Organization = | W nstallzd Basa A )

Email Email Category Craated  QUERLETIE

Murnber Murnber Produci _ Type

Laal Marme Eraius

Account 5 i Farefly

Ciroup

[ =
=
I
=

I=

Craner

=,
Helpdesk Hurber Problem Code | Fezpond by

Lirency rﬁ Resaliion Coce | Rasalution by |

— Note and Knowledge
Descnpdion + Type Status

Call Infornadion Ceal M amlde Erndtinteraction Agent On Break
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2. Press F11 and all the fields on the screen will turn blue

=1 INII
w Help oRACLE
gl B fs A A S

Contact Type | Custome | B Installed Haze

Emzl

Himbar

=]
Sienrnary | [I_ i ﬂ
Helpdesk Murmnber Pmblem Code Respond by I
Urgency | Resciution Code Resalution by I
— Note and Knowladge
Ciescription “[Type. Trre St us -
Motes
fo— T
Befresh Defers Qutcurne . hew |
Al Irdomnation Lol W rare L S reracdion Aner Cin Hreak
Enber 2 ijuery,

prese G e 10 enetuke, L0 taniel

v Te e

Recond I Er Ju
Pt | QE DD B 4D || 2] F| 2| Tp| & Eoflma ] [l € [SESNMBEOVSH s=an

3. Enter the information that you wish to query for in the field that you wish to query on
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4. Press Control & F11 simultaneously to run the query

5. If the search criteria entered on the form does not contain any results, no records will be
retrieved. Otherwise, all applicable records that meet the search criteria will appear.
Use the down arrow key to scroll through all retrieved records until you find the
appropriate one.

1000 )
P ORACLE
T AT O D% RIS 1T

Contact Type | Customar Type | M Installed Haze hambar E[q

Emzl

i

L
I
voo [ GG
- I
|
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Helpdesk Murmnber Pmoblem Code | | Re=pond by
Uigency 1 Rescdution Code r _|_ it Resalutiarn by [

— Mote anid Knmedadyge

[Crescriplion + |T3:pg_‘ Tepe Sratus hd

Muotes

1

(o N +|

Refresh Diefzte Qutearne et ] Dietail

i nEtion Ll W e el

Kokanel

g

aguﬁmaam@’& A D ||z &s| 3| W & Eloll e T

2.7 USING THE TOOLBAR TO SAVE, ERASE, AND DELETE
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When using the Oracle applications, it is often necessary to save records, to erase entries, and
to delete lines. The key difference in erasing entries versus deleting a line is that erasing an
entry only removes text that has been entered and has not yet been saved or committed to the
database. Deleting a line will remove the entry from the database after a record has been
saved, however, not all lines are capable of being deleted and the software will provide
warnings when a line cannot be deleted from the database.

Saving Records
To save a record, a user may use the menu at the top of the screen or the shortcut menu bar. A
user may save a record by clicking on the file menu and selecting the “save” option.

Alternatively, a user may click on the icon on the shortcut menu bar to save the record. In
addition, the user can save by using the CTRL+S shortcut keys. An example is shown below:

A 0rach: Applications 100 =1

Edil L5eiw el Toals Toolst v Hulp

T AR SR BT

Hew

CIpes

Eaye and Propasd
HurtErap
Expoid

3 Cabegory
Plata on Haigatnr

Froduct
Legran asa Biferet L aa:
Ewtich Resporshilily

Euint..

Ciome Form
Edt Oracle Applations erch] Fa
Summary | tf 1 @
Halpdes=ls Hurnbar = Prablem Code Rezpond by ]
Lkgancy W Raaoltion Coda Rasclution by
— Mowe ard Krowladnge
| !I:In.n:npﬁgn. = Typm.. Typ= | Sfatus |- x
Hotes 1=
[ e} =
Refash | Daletd | outeswa || M Ciafil Viewlog |

Cell Infitraatinn Allvieas s E i i eenidiir Brae DR Brech *

Racond: 1H =050

Wbt AB ST B OED 3@ || D[ £ o] Bo B &% S0, i [ELoNINDGRD T smm

Erasing Entries and Deleting Records

=

Entries are erased from your active form view by clicking on the == button in the shortcut menu

bar and records are deleted from the database by clicking on the _*_ putton on the shortcut
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menu bar. These two icons are displayed in the circle in the picture below. Additionally, the save
button shortcut is also enclosed in a circle.

gzF Caution: It isrecommended that you only delete arecord if you are
certain that you want to remove the record from the database. 1n most
cases, using the eraser button will NOT remove the record from the
database. The record may still appear after closing the active form and
reopening it.

Contact Typa w hurmrbar

Emai I - e

Hisnbsr

Firsd

Relationship

2 | WWarkbehch

Surnmmary | . [r ! ﬂ

Helpdesk Mumber Fmblem Code | Hezpond by |

Urgency |H Resdution Code | { Resalution by |

— Mote and Knmeladyge

Dreacription + |T3:p_a_ Trpe Sratus r
Mot =
[+ I 7l
Cutcarne Tt Dietail Mewlog |

st | | B ADE ST AD || Ded B v o B | S0 [[@o- [sefe SESNIETORATSH seran

2.8 SWITCHING RESPONSIBILITIES IN ORACLE

Oracle has the capability to allow users to switch the assigned responsibility that they are using
without logging out of the application. For example, a user that is assigned both the “Customer
Support” and “Order Management” responsibility may switch from the Customer Support
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Responsibility to the Order Management responsibility without logging out of the application.
This procedure is completed by clicking on the File menu at the top of the screen and selecting
switch responsibilities.

Eio 3 ai0lxl
Edl alal als1 Wir # Halp GFACLE

LHW-' b CrpE g e s 31 g T

AR SRR TE § 2 g ETLK
Faye and Proceed — ]
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Erpioid C ¢ 02 LA 2003 045 I
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Lo == u O 1=y
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Close Fom .
Eztt Oracle Applicaians ehizh
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Urgency |H Resdution Code | | Resalution by [
— Mote and Knmeladyge
Drecriplice: + |T3:p_n_ Tepe Sratus r
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ik A + ] i’
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Al Irdomaation ol W L Epckitesaciion Aneed Din Blresak

ir g

Recod 1
Bt | QB ADEGD D 4O || Bf 0 v Fo| B Eo[zo. [smie SESNSRTORENSH s

After selecting “Switch Responsibilities”, the user will be taken to the navigator screen where
they may switch their responsibility from a list of available responsibilities. An example of this
screen is shown.
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Section 3.0;: General Oracle TeleService Procedures
3.1 EXCHANGING NOTES WITH A REQUESTOR

To pass a note to the requestor, first find the service request that you wish to work on by using
the methods outlined in Section 2.3 of this document. After finding the appropriate service
request, navigate to the “Create Service Requests” screen and make sure that the “Workbench”
tab is showing. The screen will look like the picture below:

Eestira a5 =100
OoORACLE

e G AT R BT T

e o ST AaEnn [Comer
Contact T'grpn i -} Customar T'.-'Fu W In=talled Haze humbar }'|;j i

Mignbar Hurnher el I ¥
L=
Fir=d

Relationship

Suenrnary |I need a Hokia 3350 Ceoll Phone [||] | |
Helpdesk Mumber Fmblem Code | Fespond by
Urgency |L Resdution Code | Resalution by |

— Mote and Knmeladyge

| Ciescription - | Typa Type |Fact Statue | Publish E
M MIbE [~ frem Desceiption =

7 Ioarmy Mumbaer (5 knownj

= Wwid of issue
LA - Poands
= Duantity
1
fa s | = Ship ta (1f athar than raguesting uni) =
Eefrazh [=leta Qutcorme hietwe | Dietail | Viewlog |

rirnEtion Lo Wirapr L i imeracdion

Recod {457

st | A ADEGE D AD || D |"“J=|E A B o He | (s pa (S5 NSEITGRTSH 0m

On the lower right portion of the screen is the Notes box. Under this box is a button

I3 HET which is used to generate new notes. To create a note, click on the

HEES ] button under the notes box. After clicking on this button, the Notes box will turn
white. Once the Notes box turns white, the user may select a Note Type from the Type LOV |_
field and then may enter his/her note. After completing the note, the user may make the note
viewable by the requestor by selecting “Publish” from the Status field above the Notes box. If
the note is intended for internal inquiry resolution purposes and should only be viewed by
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internal Customer Support Resources, the user would select “Internal” from the Status field
above the Notes box. After a new note has been created, published, and saved then it will
appear in the description box on the left side of the screen.

3.2 USE OF THE “LOG” TAB

The “Log” tab can be found on the “Create Service Requests” screen next to the “Workbench”
tab as shown in the picture below:

oRACLE

Cushorner Typa m Mirtaiad Hasa

Emrvil _ Calegory P
e I SAECPSUPPLY, ©
Last P ERFRD BN 6TH MAR] LT SREO™SUPPL LT TER Prursitimn) 5 ME A ]
Firat Srcount Serial - = |

I R '
]

Relabionshgr Phang

P b Phang

™ Latest Firal

L)
Raguimd Reseluion Date
[aFs 5]
7 MSKNIN and Description
A -EE-T0 5

P (MET PYire Friandly Foema |

=[5

| A E STEE S 4B | 0] 6] 8] O] $n £0[gn. a0l SNEDEGTER e

This tab is used to record notes, status changes, and updates asscciated with an SR. Thus, it

acts as a recorder to record all of the history associated with a particular Service Request.

Searches for particular details of a SR may be performed by selecting one (or more) of the

check boxes labeled Audit, Notes, Knowledge, Activity, Task, and Latest First and pressing the
Sort

————— button. This sort will narrow the list of results and help users find the particular
detail about a SR that they are looking for.

3.3 LINKING SRS USING THE RELATED DOCUMENTS TAB
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SRs may need to be linked. One prime example of when SRs need to be linked is when two
SRs are submitted for the same request by mistake. When this occurs, one of the duplicate SRs
will need to be cancelled and then linked to the SR that remains active to be worked. Suppose
that SR #960 is a duplicate of SR #1136. To cancel SR #960, the user will want to locate SR
#960 and then add a note to the SR stating that it has been cancelled and why it has been
cancelled. Also the user will want to change the status of the SR to cancelled and save the
record.

Contact Typa | Costomar Typa Organiration - WiInstaled Gase Mumbar  Ed

Relationship Phane Contrmct _
P I

Surnmary | Test Aaquast 1230412 A |
Helpdesk Mumber |_ Froblem Code !HD.H; Respond by
Urg=ney IH Resolulion Sede !ﬁpprwus Approved Rezolubion by | 10-JA4-2003 0000
— Nete and K a
Cogergtion * Tepa @} Trpe |Comsal Explasatia @ Etatua | Publish
= Nol== [ This request has boen cancelled Because itis a
Thip is sppemad. Pleaze secalaie. High pranty, Hrtificatin duplicate of SR #1136 and we will be fullilliag SR
Wie naed pnore Ffoemation In arder to Tl yaur recest. F1 | BR Yalids 13, @
Please updule wih your sstztaction o resalutian. SR Chosu
WidLE alaviance apprmead. Razolulior
= Ham Descrption Test Request 123002 Bastion .
{ _
L] [ 5

rwNPE

o

6.

Mumber Numbar SR SRECASUPPLY 0

i AT SERI R T R

Emal Ernail Catagory _ Craabed  EUEERITFREERF]

1 Sl

W DEFAILT, OM -

Lasd LE IR0 BN GTH MAR WS SREQHSLIPEL

Firgi IESSWTE O 12170 Siarial

) o

Frud Intarariinn

Fall Frirema ke Cadl Midean Hn Aaant Din Areak

New - Used to generate a new note

Type — Cancel Explanation is the type of note that the user will write.

Notes — The user will enter a description for the cancellation.

Status — The user should change the Status of the note to “Publish” so the note
is published on the SR for all to view.

Status — The Status of the SR should be changed to Cancelled.

Save — The record should be saved to update the changes.

Once SR #960 has been cancelled, it can be linked to SR #1136 since #1136 is being
used in place of #960.
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To link SR #960 to SR #1136.
1. Locate SR #1136
2. Navigate to the “Related Documents” tab

-

e Y e

AEEl Azaipn Leie

Conlact Type ] Cuslomer Type Orgamizafion =~ Wir Baze Mumkier

5o g

EDPE (S ad

=

. illiﬁii E
g

A5M

Ernail . =R Crested

hhsnbar B Mumber Typa
e : iting SME AT

Ralatad Documents | Son

™ Palgted From @
Related Ta
1126 . Eanica Raguast foe Tags [Senvice Request Mumkes
Surnmay |
Product |
Blatus I Smerty
Link Type | Reference z I
Diglens Lirkl

_ =l infirmixtinn r el el ' Enintearine: ' Lrent (n Fmak
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Once on the appropriate tab, the user may proceed to link the two SRs.

GYe G863 A0 F AP0 0% & g7

Asgign Cemer

beei on |

" Relsted From

 Rolted To _ S
#-1135 - Sermce Aeguest Ooe Type |Sondco Reqeost Mumber (960

Summary | Test Reqaest 120002

Pduct [SREQ-SUPPLY | SRECASUPPLY -iSuppert Supply Temalat

Satus |ﬂ|:r|:uuui Sy F
@ Link Tyge | Duglicate - !

Cralerdn Link J

Fall Infrmatinn Gl e i Frrlimeriathnn Anant Nin Fraak

1. Number — Enter the SR number to link to the SR showing in the related to
window. In this case, the user is linking SR #960 to SR#1136.

2. Link Type — Select the link type. In this case, we are assuming that SR #960 is a
duplicate of SR #1136.

3. Save — Save the record to record the link.

3.4 SR OWNER
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3.4.1 Incorrect Procedure for Changing Owner of a SR

The SR owner field on the SR is always labeled as “Default, OM”. This is a system-generated
value that must remain the same. Should a user try to populate a different value for this field,
the user will receive an error message. An example of this error message is shown.

Fle Eif Wam [nage Coloks  Heo

a

AT G

e
B keztadlad Bage Murnber m
v _ [T LT - FAH 2003 11

SR sREasUPPLY L

Dese

Comac Typa
Nuber

S8 Reneostor

e | Mkbeneh

[ Taole E|
N [
2|
Pl 12
Fla
A
i I
=] 23
==
=
| —

Summary R.Eqsbﬂl.ﬂu.'-dﬂ g

Helpdeak Humber | - ! i L Respand by - -
Legerr |H | " Resolulinn by 12-1A812003 B0

Sistus | Polilish
% Phosen respoad azap. THie has

™ POCCal Bob Smith Question , (b G wn g0ing e rowhos e snth ol
Dackibher
C—— D =
I Bofmsh | Dot Dxicirns Pcst Detal Wi Lig I
4
ot e, chck Help Togics on e Hedd Fen Eogme 1) ComLanks o crine |

e AESTDE S A4S | o] e Bul @l En] Eo| o [1ope i (Sl SNBITGEA o

1. Owner — The owner field was changed from Default, OM to Harrison, Mr. Craig.

2. Save — The user attempted to save the record.

3. Error — This error appears because this is not the correct place to change the owner of
the SR.

3.4.2 Correct Procedure for Changing the Owner of a SR
SR Owner — The SR Owner field as configured for the business flow of the system can be

accessed by clicking on the SR header flexfield llji ! located on the workbench tab.
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Email _ Category Created  ElEHSEeIUIF 11!@
Mumber SR SREQFSUFPL ' Type

LR ERD BN GTH FAR WS SHEQrSUPPL

Account et

Phona

i ¥¥orkbench
Surnmary !Tusl Request 1275002 [[ﬁ 1 ﬂ
Helpdesk Hurnber Problerm Code | | Respond by
Lrgency M Resaluion Code | | Resolddion by Im:
— Note and Knowladge
[asern .iI:ln * Typa Type |Quesfion Data Status | Publish -
- Motas = lwem Description o
Test Reguest 129002
= ltemn Mumber §f known)
“ Unit of issue
s oniment
= Duaniity
1
4| I ] " Ship 1o §if other than requesting uniq =
E:ﬁr:hJ Die|ede Cutcome Maw | Dieail | “iaw Log )I

Call Information Call Wran Lo End Irferaction Adent On Break

The following pop-up form will appear:

i Service Reguest

values window. Once you have selected your name click on the 2. button to exit the
search window.
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Setvice Request Owner

BASANI, FRANK

BUYER, REFLEMISHMEMNT
COLLING, DAM

CRM, MATCOM

CSE, Mr. User

Childress, Mr. Karl

DEFALULT, On

DEMO, OM

DEMO, OM
DISABLED-REFLEMNISHMENT, AUTO
¢ Harrison, Mr. Craig '
Heinz, Marni

JACOBS, SUE

Kressel, John

Levron, Mrs. Donna

RACKOFF, Mr. PETER
SUPPLYOFFICER, 12170

Click on the .-2¥... button in the Service Request flexfield after you have selected your name
from the LOV window.

CTP Date
r I

(=M Harrison, Mr. Craig

After exiting the flexfield, click on the “%j? Button in the menu area to save your work.
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3.5 ADDING NOTES TO AN SR FROM A TASK SCREEN
Should a user wish to add a note to an SR from a task screen, they may do so by clicking on the

Source Value, which is in green and is a hyperlink i.e. the number of the SR that the task is
attached to and then add a note to the SR.

ORACLE

ATP Supplied =t y| L L Harrisen, Mr. Crain

s:miua Flagaoa (NG e Param Task

At

= AL BAKR Z003 11 :05:33 176N 03 D050 W2yita Motification

Clstoamr Masaiks

CEER TR BN GTH MAR

Dt ek rovei Templte

Seet| AESTRESD 4D | ] fes| E Ey 0] &S0 Fu (100w i Sl SNBDEGTR neo
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®

Conact Type (ESNERES T Onganizatien - Wlin=f alkd Base Ibanber

Emnail LE Email ] Categary Crealed ST Rl E g R

lhsmber Mumber Product EIEQ'SI,IPF‘I_H Typ=
Last Namg - SHEDPSUPPLY Srabe R
First Account Senal Savanty

Ralationahgs

Summary |Req States Updae iLH1 ﬂ
Hedpdask Mumbar | Problern Code [lhq Fulfi Respond by [
Uigarcy [H Riesohion Goda | Frennlulinn by 12 Jiss 20063 0000
— Mot and Knrwledye

| Description - Type T [Rn:ﬂmﬁ'r;rbmrlp@' @ Stalus Pu_h'l_;: b
| - thi= SR Please re 23ap_This has beer fricat Hol== (Tem man tene ane nol s etoc. We can ship 3 i man =

** PO Cal Bob Emih Quaztion . tenis immediately or we can cancel the order

' alogelher,
@

IS [ =
Rafsh | Dclinta Bugarie] | if) Hew | @ Datal | Wiew Lo |

e WS (SOOI [

1. New — Button used to generate new notes.

2. Type — Type of note to be generated.

3. Status — In this case the status is Public. A status of public will only make the
note available to be viewed by customer service representatives and the
requestor will not be able to see the note. Alternatively, Publish could be selected
instead of Public and all customer service representatives and the Requestor
would then be able to see the note.

4. Notes — The actual text of the note.

5. Detail — The detail button is used to link the note to the task that it is associated

with.
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% Mote Dietail

Detail

Context “alue

6. Context— Task Manger is selected to link the note to a task.
7. Value — The value of the task that the note is linked to is inserted.
8. Ok — Ok button is pushed to record the updates and make the link.
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4.0 Customer Service Inquiry Business Process (Oracle
TeleService)

The purpose of this section is to demonstrate how the software enables the business process
set forth by the OA. The intent of this section is to step through the different scenarios using
screen shots of the Oracle software, outlined in the business process model in Section 2.0 of
the MATCOM Call Center Systems Design Document. This section of the document begins with
the receipt of an inquiry by the Local Customer Service Executor (CSE).

4.1 VIEWING/FINDING SERVICE REQUESTS USING THE CUSTOMER SUPPORT RESPONSIBILITY
Within the Customer Support responsibility there are different ways to find and view service
requests. For the purposes of the MATCOM call center, the implementation team’s

recommended approach to finding service requests is as follows:

1. Navigate to the “Navigator - Customer Support ” screen by following the steps outlined in
sections 2.1-2.2 of this document.

ORACLE

Functions | B :
Diviversal Work Dhisus

liniversal Work (uawe
Top Tan List

Universal Work Quesus
+ Customer Managemen
+ Seniice Requests
+ Khowdedge Base
+ Installedd Base
+ Drder Caping
+ Resource Managemant
+ Task Managemend
+ Escalation Managemei
+ Tamitony Managemant
+ Bep
+ [(Mhers

I'-l_d |E'|_|; a1 |

| (S SO DES T AS || 2| Fs | | . = | ] @lo [So [(someha G SN DE O RS e

MATCOM Contact Center 30



FEDERAL SERVICES il _—\\""M

MATCOM Contact Center User Manual Bearmgfbm

16 January 2003

2. Double click “Service Requests”

Universal Work Dusus Top Tan List

Cusiomes Managesme m
+ Senice Bequests
Knowdledge Base
Installed Hase
Order Capture
Resnurce Manageimant
Tagh Managemen
Escalation malagemam
Ternitory Managemeant
Selip
ke s

Recood: 114
oot | (A B A DR E S AD || 32| B5| B | B0 8] S0 G 10onbe B ZNEBFOIAS 12m
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3. Double click “View Service Requests” and wait for the window to open.

Functionzs | Diogim
Serubce FieqHosisilos Sevice Requests
View Service Requests

Universal Work Dusus Top Tan List

+ Cusiomer Manageme
- Service Hequests
ice B
Wirw Senvice Beguests
Wirkflowr Notifications
Create Sendce Regueses
+ Knwdedge Base
+ lrestalied Base
+ Drder Caguung
+ PREsnirce Mahagemant
+ Tﬂﬂl“ﬂl‘liqﬂ'l‘lﬁm
+ Escalation Managemernt
+ Territory Management
+ Setup

Recod: 1
Pstort| | (A B A DR E S AD || 32| Bo| B | B | 8] 0. [Go. 1onbe B NEBFORS 1mm
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4. Enter all relevant search criteria (i.e. type, statusigsing the List of Values (LOV E) (See
Section 2.4 for help with the List of Values (LOV )

5. Press the Search ] button

T T — —Request——————
Type r“"““’““"“‘"""tl Tupe [—,l I Inefslled Bage PiTEEE Ii
R ST —_—
First Mumber I ' Status
M e Sarnial
umnber Account Group Type
= | Eyslem
Fhaona Country Grodp
Emal Tay —_— Cheneer Type
Cortract EREET [
Lifie
~Text Search R e — —Task ﬂm’q‘n;ﬂ:_—
Ciptions - | Ay Worsd | T Summary I ez hmbar Type
Kapwords Hatus
Tipe

—=1 =

it e

NEAEDESS 4D || 2] So.| B |8y | 5] B[S wombe B¢ SNBDFC P som

R

fecond 1
kot |
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Alternatively, if the Service Request number is known by the user, the user may follow these
steps:

1. Navigate to the “Customer Support — Navigator” screen by following the steps outlined in
sections 2.2-2.4 of this document.

Functionz | Dinguy

Univergal Work Quaie

Universal Work Juene

Universal Work Quous HHEERL

+ Customer Manageme o
+ Semice Requests

+ Knowiledge Hase

+ Installed Hase

+ Drder Capturne

+ Resnurce Mahagement
+ Task Managemeni

+ Escalation Management
+ Temitory Management
+ BElp

+ ke

Recomd 14

Bt | QSO DES T A || Fe | B B | £ S0 (G0 (wesle S4 pNEDFO RS amm
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2. Double click “Service Requests”

Universal Work Dusus Top Tan List

Cusiomes Managesme m
+ Senice Bequests
Knowdledge Base
Installed Hase
Order Capture
Resnurce Manageimant
Tagh Managemen
Escalation malagemam
Ternitory Managemeant
Selip
ke s

Recood: 114
Wit |G DDE ST A9 ||| Fo| S| @ | S o f[Go (womle B SNBITE @S sam

MATCOM Contact Center 35



FEDERAL SERVICES il _—N\""M

MATCOM Contact Center User Manual Bearmgfbm

16 January 2003

3. Double click “Create Service Requests” and wait for the window to open

Functionz | Dincum
Benice I_la-quaﬂﬂ:l:mm Senice mq"ﬂi
Create Service Requests

Universal Work Dusus | Top Tan List

+ Cusiomer Manageme

- Service
C : Reguests
Wirw Senvice Reguests
Wirkflowr Notifications
Create Sendce Regueses

+ Knwdedge Base

+ lrestalied Base

+ Drder Caguung

+ PREsnirce Mahagemant

+ TSBH.“SI'IQI]E'I‘IEI‘II

+ Escalation Managemernt

+ Territory Management

+ Setup

Recod: 1
Pstort| | (A S A DR E S AD || 32| Bo| B | B | 8] 0. [Go. 1onbe B ZNBBFO RS serm
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4. Click in the “number” box at the top right of the screen.

_iulh{l
ORACLE
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5. Press F11 to enter Oracle’s query mode and the boxes on the screen will turn blue (See
Section 2.6 for a description of Oracle’s query mode)

o I HII
ORACLE

el s N el

Contact Typo | Custormar T _ W installed Haze _ &
Nisnber - [ N
Sirnrmary | [l_] ﬂ
Helpdesk Murmnber Pmblem Code Fe=pond by I
Urgency | Resdution Code Resalution by I
— Mote and Knomeladge
Descripticn <[ Type. Tree Status
Muotes
Ta oo . +]
Befresh Dislet Outenrne | new | Doetail

riamnEhon R e if Al Anerd Cin Hresk

E I~

d J : =0d0=
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6. Enter the Service Request you wish to find

i licaten = M
ORACLE

A AR NT

Contact Typa | Customar T M Installed Ba=e

Emal

Misnbsr
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Urgency e Resdution Code Resalution by Ii
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Ta 0 A
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R BT P Gy e e e
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/

7. Press Ctrl + F11 at the same time to run the query (Results Displayed Below)

_ 1001 %1
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4.2 RECEIPT OF A REQUEST BY THE LOCAL CUSTOMER SERVICE EXECUTOR (CSE)

= Attention: This section of the document assumes that the user is a CSE

A local CSE will determine that a service request has been assigned to his/her unit and
approved by the Supply Officer/S4 by querying for SRs with a status of “Approved” in the

Customer Support Responsibility. The steps to determine which SRs need to be worked are as
follows:

Login to the Portal

Follow instructions to access Oracle Apps responsibility

Login to Oracle (Section 2.2)

Select the “Customer Support” responsibility (Section 2.3)

From the Customer Support-Navigator screen, open “View Service Requests”

agrwbdE
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Functionz LS
Berice Requegis:iew Senice H:aqnﬁ
View Service Requests

Universal Work Gueus Top-Tan Lizt

+ Customer Manageme

- Service Hequests
Create Sensice Reguests
Wiewr Senvice Beguests
Wirkflowe Notifications
Creaie Sendce R!I."I.IE'BE

+ Knrwdedge Base

+ Installed Base

+ Drder Caguung

+ Resource Managemant

+ Tﬂﬂl“ﬂl‘liqﬂ'l‘lﬁm

+ Escalation Management

+ Terriony Managemant

+ Setup
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—
BearingPoint.

8. Press the Search

of “Approved”

ache Apphcaten s

Select a status of “Approved” from the Status field LOVE
Optional: Select other SR attributes to help narrow the search

] button that is circled to conduct the search for SRs with a status

e o e e el
—_—— —— -Bubject—— - —————— - Mequest
Trpe I—,l Type [—'l I Inetslled Bage NTBEE Ii
Lzt Ilame I_ np:udUd e Typs
Firs1 Mumbar I ' ] Siatus |Approved
Mumber Arcount St Group Trpe || F
Phaona Country Byt Group
Email Toy Chener Type
Cortract ERER [
Line
—Tewt Search T —Task Assignee—————————
Ciptions - | Ay Worsd | T Sumemany I faotes bmbar Type
Kapwords | Satus Name
Typa

2 1001 %1
ORACLE

Recood 174

Lisiofalu

Pstort| | ABE D EGED A ilmﬁd_@ﬂﬂﬂ@

— 1 =

| o b S GNDET OLENSH naw
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Search

] button, a list of SRs will appear in the Results window as

After pressing the
shown below.

: ioix
ORACLE
CapE s = e TRy R
—— e —Suh]m:m B Lo B —
Type | - Type | - hharber |
S T Prododd | e S
Fimt | Mumbar I P —_— Slatus A.pp-rT
Mumbe | Agcount | St ——— Group Type
Fhona Gountry HfEEm [Froup
Emal [ Tap Chmer Type
Cortract EREET I
Line:
—Teut Search —Task —Task dsigneg———
Diptians murd = T Sumemsy I e hiimbar Type [
[apwords | Sobee | Name

|DEFALILT, 0ni

1487 DEFALLT, IM
1467 | DEFALILT, M
1413 Childrzss, M,
1640 DIEFALILT, OM

|3RD B BTH MARINES
20 DEN BN FHAEL DERTAL .

| 31-0EC-2002 10,
31-DEC-2002 . 20 DEM BN MEYAL DENTEL .
HCAE002 ... 30 BM 1 0TH WARINES

|p3-0EC-2002 0. |3RD BN §TH KARIMES

Recond 11/ =OdCe

st [ (A & S B B 0P 4@ || 3 EH o 2 819[ma =y |am @ £¢ SNDEFOLANSH 0w

Again, to narrow the search, the CSE can pick SR attributes to search for in addition to the
status field. The CSE then selects the SR that he/she would like to work by highlighting the SR

and pressing the Ok ] button at the bottom of the screen or simply by double-clicking
on the desired SR record in the table.
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4.3 INITIAL ASSESSMENT OF SR

= Attention: This section of the document assumes that the user is a CSE

After locating and reviewing an “Approved” SR, the CSE must determine whether he/she can
fulfill the request, if additional information is needed from the requestor, if the SR is invalid and
should be cancelled, or if additional assistance is needed to fulfill the request.

SR Assessment

The CSE will first assess the nature of the Service Request by reviewing some key fields
entered by the requestor through iSupport:

dee Fecues] (6D

m

Coftact '|":|'|'|-'-.' SRS AT Organization - M nztalled Base Humber '
tlumber Mumbet bl H | S‘R'EQ-SPPL
Last JE IR BN ETH MAR] O SHEQ™SLIPF LY
: uril = l ;
FPhona Type Fafamance - W DEFALILT, OM u
Workbench C Tas il
Surery (EETTTIRRPETE (7) o1 @
Helpdesk Mumbar Problam Coda [HDA(“)I Respond by
Urgency [M i :- REezolution Code | | Resolidion by
— Hote and Knowledge
| Diescnption 4 Type Typa |Question Data @ @ Status | Publizh bl
B Itern Description Test Request 123002 Question hotez | fyeim Description e
Test Hegquest 123007
= Iem Humber {if known)
= Unit of isgie
Fessnrimend
= Guantity
1
B O o] ] Ship to (if other than reguesting unit) =l
Bafrazh [l ate I Qutcome e | Cletail | Wiewlog |

Call Imormation Gl map L Eac mteraciog Agent Cn Braak
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Created — Date SR was submitted by requestor through iSupport

Name (Customer) — Name of requesting Using Unit

Account (Customer) — UIC/AAC of requesting Using Unit

Last, First (Contact Name) — Name of requestor associated to Using Unit who submitted

SR through iSupport or name of person whom the requestor submitted the request on

behalf of.

5. Email (Contact) — Email address of requestor or person whom requestor submitted SR
on behalf of.

6. Phone (Contact) — Phone number of requestor or person whom requestor submitted SR

on behalf of.

Summary — name given to the SR as defined by the requestor.

Type (SR) — generally defines the nature of the SR (i.e. Supply, Transportation,

Maintenance, Engineering, Health Services, Free Form)

9. Problem Code — further defines the SR type (i.e. MOA, Req Fulfillment Update, Offline,
IROAN, Supply Discrepancy, WIR Excess Parts, WIR Broken Parts, etc.)

10. Severity — Urgency of Need. A system generated calculation based on urgency and
UIC’s FAD.

11. Urgency — High, Medium, or Low as approved by requestor’s supply officer

12. The Notes area where Note Type = ‘Question Data.” Requestors are prompted with a
series of questions during SR creation in iSupport based on the type of inquiry they are
entering. The answers to these questions are provided in the form of a ‘Question Data’
note associated with the SR in TeleService.

13. Required Completion Date is provided in the Question Data note. Keep in mind that as

a note field, the requested completion date cannot be queried or used for analysis

purposes at a later date.

SN

© N

If the requestor’s approver (Supply Officer or other) has entered additional comments, these can
be viewed through the notes area as well. Notes entered by the approver during the SR
approval process will appear as Note Type = ‘Notification Comments.” See screen shot
example below:
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1136) - Arne

Mumbar m Hurnber
Lasl Mama
Firzt m SCoaur

i Phane

Customar...

. || "orkbanch

BAEsign Eoip
Winstzlad Base Mumbzr

Calegory _ Cresied
- SREOFSUPFLY] L
T SREDTSUPPL

Surmmary ERBq Status Update

Helpdesk Murrber
Urgency H

Problam Cods  [Rey Fulf |

Fezpond by

Resolution Coda |

| Rasalution by

— Note and Knowlaedge

.Dasl:;'i.l:iun
i | APRrme [

= POCCal Bob Smith

Question Diata

«
Type |Motification Comm

Moias || appreve this SR, Please respond asap. This has <~
been an on-yoing isue throughout the month of
Decemhber

=]
New Detsil | Viswlog

Call Infornatian End| Intesagtion Auer On Break
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The CSE will populate some preliminary fields to assist in future query and/or analysis
purposes. These fields include:

1. Resolution by — the required completion date can be found in the ‘Question Data’ notes
field. Re-enter the date provided by the requestor in the Resolution By field.

3G ] Wiinstallad Dase Hurnber
Email <] S ry Cresied M-DEC-.'H]IHH:':I
Mumer urnber : SREO'SUPPLY Type

REG*SLPPLY Approved

p

WO DEFALLT, OM

|| Warkbanch
Sumrary |Tad Requast 1230402 1.0 ﬂ
Hedpoiask hiurmber Pioblem Code |I'Iﬂ.|!. Respond by
Urgarcy M Resalution Code | _@Haaolutiun by [10-LAK-2003 0000
— Hole and Knowledge
| Description * | Typa ‘Type Ouestion Data Staug EI‘ul-IIBlI' =
Bl Ham Desciption Tast Requast 1230402 Gussticn Mg = jigm Description &
esl Fequest 12730002
Item Numbeer (i koo
it of issme
rimend
: Cluantity
I Ship 1o Gf ather than requesting unif)
Beafresh [desdata | Dudcorme | Mew | Dratal | ‘e Loy J

Call Infarmation Call Yirap LUp Epd Inkeraction Aganl On Break
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2. SR Owner — The SR Owner field as configured for this business flow can be accessed

by clicking on the SR header flexfield llji ! located on the workbench tab.

Customer. .. R e Disainm DT Prafile. ..
el [
RS _

Custarner Type . MW inztallad B Mumber
ersl [N Calec ' Created SIETIERLEE
Mumber m i e SREQPSHUFPL ' Type
Flpl 0 3RD BMGTH MAR S SREQTSUPPL
G127 i
| Workbanch a5 :
Summary Test Request 1273002 e ﬂ
Helpdesk Murnber Prokler Code | | Respond by
Urgency M Resalnion Code | | Resaohdian by Im:
— Note and Knowladge
Ciasern .iI:In * Typa Trpe |Quesfion Data Status | Publish -
. Motes = lem Description ]
Test Reguest 123002
= e Bumber G known)
“* Unit of issus
Assoniment
= Duaniity
1
4 I ] = Ship 10 {if 0iher than requesting uniq =
EE{I‘E!"IJ Diel e Culcame Maw | Deail | g Log J
Call Infarration Call Wan Lo End Ireraction Adent On Break

The following pop-up form will appear:
i Service Feguest

CTP Date

et (DEFAULT, OM '
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Click on the LOV L icon in the Service Request Owner field to select your name in the list of

values window. Once you have selected your name click on the ..-=Z.. button to exit the
search window.

Semice Request Owner

BASAMNI, FRAMNK

BUYER, REFLEMISHMEMNT
COLLING, DAM

CRM, MATCOM

CSE, Mr. User

Childress, Mr. Karl

DEFAULT, O

DEMO, Om

DEMO, OM
DISABLED-REFLENISHMENT, AUTO
: Harrison, Mr. Craig ‘
Heinz, Marni

JACOBS, SUE

kressel, John

Lewran, Mrs. Donna

RACKOFF, Mr PETER
SUPPLYOFFICER, 12170

Click on the . -2 button in the Service Request flexfield after you have selected your name
from the LOV window.

(=M Harrison, Mr. Craig
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After exiting the flexfield, click on the @ Button in the menu area to save your work.

Option 1: Decision Required

Additional information required from requestor for SR validation

If the CSE needs additional information from the requestor to determine how the SR should be

handled then the CSE should write a note to the Requestor using the Note capability provided in
the software.

1

oot aeeen Grace sz M Bunle

Contact Type | TR Crganization - Wl nzizlled Baze Hiriber  Hl
Ermnail - Ernail |- Catagury Craated
Murnber - SillE Hurnber Product Type
Lact | Marra & m ETH BAR| Dese Status
First Azcount Seiia Severity _
Relahonshp Phore Comirac =181 _ |
Fhonz Phone Typs lefarance SDEFAULT, OM ||
: e | Workhench | Log Contacts | Addresses | Taske | ians | Re lneuments
Suenmary !r._'lesl Reguest 1230407 [I__I] 1 ‘-‘IJ
Helpdask Mumber | Frohlem Code |I'IIIIA Re=pand by
—_—
Urgency (M Resolution Code {Appmwrﬂppmd Feaolution by | 10-JAN 2003 00:00
= Hote and Knowledge
Description * | Type @yna SR Validation @tntu& Puklish ¥,
* LR th your satisfaction of iR Clas Mates e nead more information in order to fulfill yeur =]
R0 aliowance spproved | ezt ior request, Please provide Ship To address. We are not
= |tern Description Test Request 126002 | Gwestior . e wtiere. par choudd be Sent. Thanie!
@
FL] A ] &l
Refresh | [elete Oulcome @ hawe | Diatail | Yigw Log |

il Infamnstian £ all Wrap Up Lgant On Erask

Click on New button in the notes area.
Select/Enter Note Type = ‘SR Validation’
Select Note Status = ‘Publish’

Enter Note texts to be viewed by requestor.

o bR

Click on the & Button in the menu area to save your work.
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== Attention: To write a note to the Requestor, you can also refer to Section 2.5
of the document titled “Exchanging Notes with a Requestor or Customer

Support Resource .

You will need to requery this Service Request going forward to verify whether the requestor has
submitted a response. A requestor comment submitted through iSupport would most likely
appear in TeleService as an ‘iSupport Update’ Note Type. Once you have enough information
to determine a Course of Action (COA) you can proceed to the decision point of resolving the
SR through the local Customer Support Center capacity or through MATCOM CSC.

Option 2: Decision Required

SR Invalid — Cancellation Required
If the CSE determines that the SR is invalid, he/she should create a Note to the Requestor
informing him/her why the request is invalid and should change the Status of the SR to a Status

of “Cancelled” by selecting Cancelled from the Status LOV I~ on the SR and no other action will
need to be performed.
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ce Ragiuest (AGT - Americaliew_ Yok

Contact Typa Customer Typa
= memcEloracla.cor Errail
Mumbar Mumbar | '
pinyos Of T
DEFALLT, 0K n
| Workbench {8
Summary hB‘Bt Request 12,0102 [m] ﬂ
Helpdesk Mumber Problern Code !HI’.‘IA Hespond by [
Urpency %I‘l Reaclution Goda !Appm“c Approved Rezclutian by Hl]-l.ﬂ«l 2003 ni:nn
= Roie and Knowledpe
Descrplion * | Typa @ Trpe |[Cancel Explanatin @Etatus Publish *
"N T I f L. | = hiotas  [This SR is invalid and will need fo be cancelled. This >
\Fleaze update with your satizfaction of resalution. | SR Clozu is 2 duplicate of another SR that was enterad 2 week
ML allowance approvad |Rasolutiar g0 = B 1 Thankal
j“’ltem Dezeription Test Heguest 1203000 |C‘|ueatiun i @
[ I+ =
Eafresh | Delets Oulcoma (1_} e | Cietail | wigw Log |

Call nformstion Call ¥Wrap Lip End Intarzaction Sgent On Break

Click on New button in the notes area.
Select/Enter Note Type = ‘Cancel Explanation’
Select Note Status = ‘Publish’

Enter Note texts to be viewed by requestor.
Select/Enter SR Status = ‘Cancelled’

o grwNE

Click on the @ Button in the menu area to save your work.
Option 3: Decision Required

SR Resolved by CSE

After researching the problem underlying the SR, the CSE may determine that the SR can be
resolved with minimal effort and does not require additional assistance. In this case, the CSE
will populate the appropriate SR resolution fields to publish to the requestor for approval.
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Cantact Typs Ml Custorrer Type _ M |r=talled Hasa Mumbsar _
= usmcEoracle.cor Emzil Cate _ T 20 DEC 2002 11:32]
Murbiar B Hlurriber SSAEQTSUPPLY 3 m
as WEGE IR0 BN GTH MAR S SREQ-SUPPLY AR Soft Close 1
el L 121700 _ ; 5 _ i
wrkbench |
Summary IIE!I Request 12,3042 [,"E ] ﬁ_!
Helpdesk Mumbar Frablem Coda |I'IDA Respond by
Urgency (W ezalution Cade |.D.|:|p|'mret B pawed Resolution by [ 10-1AN-2003 0000
— Hote and Knowledge
Descnpban © Type @T!.lpa |Resolution Descrip @bims Publish b
Bl V104 allnwance spnrovat i Motes  JOA allowance approved. Bl
"= Item Descnplion Test Reguest 1230003 Buastion @
[+ 1 5]
Rafrash | Diee | Citcome I @ Hew | Dlatail | Wiewlog |
Caall Inforraton Caall Wirap Up End Interaction FAaent On Break

1. Resolution Code — Inquiry resolution categories that can be used for future analysis.

2. Click on New button in Notes area.

3. If you want to enter more detail about the resolution, you can create a note
corresponding to the resolution. Enter Note Type = Resolution Description

4. Select Note Status = Publish.

= Attention: The Note Status of ‘Publish’ will publish the note to the requestor
through iSupport. A note Status of ‘Public’ means that the note is only
viewable by the TeleService user group who has access to the SR. A note
Status of ‘Private’ is assigned to a note that is only viewable by the creator of
the note. The ‘Private’ note status is not recommended for purposes of this
pilot.

5. Enter note text.

6. Select SR status = ‘Soft Close’

7. Repeat steps 2-5 to enter an additional note to be published to the requestor for sign-off
on SR resolution. Note Type = ‘SR Closure Approval’ and Note Status = ‘Publish.’

8. Click on the Button in the menu area to save your work.
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Option 4: Decision Required
SR Resolution Assistance through Local Resource

Should the CSE require additional assistance in fulfiling a SR or a portion of a SR that can be
accomplished through his/her local S1 Customer Support Capacity, he/she may task to a local
resource. The CSE will determine the most appropriate resource group for resolution based on
the nature of the issue and the type of research required.

Service Request > Task Tab

T SErCE Request [1136) - Amencaiaw ok - - i : 2 5 i : 7 7 i 7 i

= T G
-] Relation it Customer Type Winztzled Base Mumber m
Email Email _ Calegory Creaded
ke L Hurnier Product ERUEIT N o sueely |
U
(——

el severty (N

SEMDEFAULT, OM | -

[Cisle |Numher & Type © Status -+ Priority < Owrer ¢ | Mame -+ Descriplion Public b

e I {bﬂa lm: @ Marne Rey Status Up Dese IS‘bal.ua Upilate regquired on [=

@Etsﬂus &Em @F‘riurﬂj ﬁa}]— Parart [—' @ E;:';Hm:';’:‘;;:;" why
Escalation I @CmnerType Employes Res @Dwner [ﬁ,mn. Mr. [ E&J |processed yel. Update reguined
2 y — Lo PLAETT o — from Maint sinoe this originated

R Restriet Closire Az5ignas TYPe [Graup Resour lﬁﬂ“ MACH 20d PSS 1 ‘throwgh maint. I

—Diates —Effort I %
AW Fianned Scheduied Actugl it | z (71 T Pt ¥ Public

Start [10-JAN.2003 14 | Actul I
End | | | Cosidion o Uge Tarnplate (D) | | aunch iad | are: |

call Informatian Gl YWrap Lp Auert On Break

1. Enter/Select Task Status = ‘Awaiting ATP.” Awaiting ATP defn: Awaiting expected
completion date from local resource on task.

2. Enter/Select Task Type = ‘CM Research.” CM Research def'n: Assistance required from
Capacity Manager(s)

3. Enter Task Name as intuitive short description

4. Enter/Select Task Priority = High, Medium, or Low
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5. Enter/Select Owner Type = ‘Employee Resource.” The value ‘Employee Resource’

allows you to select a person as the task assigner in the next field.

Enter/Select yourself as the owner (assigner) of the task.

Enter/Select Assignee Type = ‘Group Resource.” The value ‘Group Resource’ allows

you to assign the task to a group of users (i.e. Capacity Managers). Thus, the users in

the group can select a task to work from the Task Manager inbox of tasks assigned to
their group.

8. Enter/Select Assignee = group to whom task should be assigned (i.e. MCM for
Maintenance Capacity Managers).

9. Enter a short description for the task in the Desc field.

10. Enter the expected completion date for the task in the format DD-MM-YYYY. Keep in
mind that this date should be no greater than the Required Resolution Date provided by
the customer in the ‘Question Data’ Notes field.

11. Enter/Select SR Status = ‘Awaiting ATP.” Awaiting ATP defn: Awaiting expected
completion date from local resource for all tasks associated to SR.

~No

12. Click on the @ Button in the menu area to save your work.

4.4 RECEIPT OF A TASK BY CAPACITY MANAGER GROUP

Attention: This section of the document assumes that the user is a Capacity
Manager.

The Capacity Manager will first locate tasks that are in their work queue and then assess the
nature of each Task by reviewing some key fields entered by the CSE. To determine what has
been “Tasked” to the MCM group, MCMs may search for Tasks that have a status of “Awaiting
ATP”. Within the customer support responsibility, a user may navigate to Task Management >
Tasks from the customer support navigator window and open the Tasks menu option.
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After opening the Tasks menu option, the user will see the following screen.

1 hily L

- —

Customer

Dates

R= i Li=ioivalu e[
st | B ADB B A4S ||z | & | B o |[zan- | o6% e S GNEGE O TR 1
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From this screen, the user may select different search criteria. In this case, we are assuming
that the user is a MCM who is retrieving tasks that have been assigned to the MCM 2" FSSG
group. To determine the tasks that are in the MCM 2" FSSG queue waiting to be worked, a
user may search on the status “Awaiting ATP” and may limit the search by searching for Type =
Group Resource and Name = MCM 2'® FSSG which signifies that the task has not yet been
reviewed by an MCM. To perform this search, a user may select the status “Awaiting ATP” as

Find

] button to execute the search.

the search criteria and then press the |.

Attention: It's important to note that this search can be performed by any
capacity manager. The MCM is used for the purposes of this example
scenario.

CENCIMCH 2l FSSG

2
————
Accaunt | ——

Eiffort Actual L - —

Planng

ETR T H

Duraticn:

Craate Task fior Tamplata

E_]']dﬁ&ll@’?#@dﬁ !E IE] o Ertn. | Elons. |[goea. | 3% bl EG SNDEF TR wem
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This search will return a results screen that looks similar to the screen below. From this screen,
the MCM may assess the task, review it for accuracy, and determine if he/she is capable of
completing the task.

*:Estalaﬂm R UE T < Type < | Blatus | Chemer < Frloriy ":SI:IIJIT.‘E Dot Type:
L : w =

description of . Maintananca Lyemiting ATF | Childress, Mr Karl tladium Sarrive Reques
TEST CAhar Aueaiting ATF [ Childrese, Mr Mad Iacium Serdce Regues
MCRLUBER | Maintanance (Puwaiting ATP [LISER, MCM tedum Serice Reques
Tire Replace Mainb=nance CAweaiting ATE - [Childress, M Harl tedum Service Hequesi
Example of Ta. .. Supply Auaiting TP |CEE, M User Iadum Sarice Ragues|
retest TAR Crher Aueaiting ATF |LSERT, O tladium Sarrice Regues
Trangportation .. | Transgpornation it |MOEI8, SLE Iedum Serrice Regues]

Tips

fSawalting ATP Lty N Employee Reso ST Harrison, Mr. Craig Proriy

ug : Farent Tesk Asgigned By
15 (71 | L

States Update required on arder. Cannot detgrmine why this | Fublizh : in Level

Cot s et Bopten o eduia required o Mot Sy Escalatian Darer

et Time Zone
Gate Flanaed dulad e

A-TAR T3 11206 A WAyt Notfication i can _
GIAT Cesiation -

Customar Details
Planned dame 3F|.ﬂ BH GTH MARING Friona

Al

Create Tazk form Templats Lawrch Winrkdlow

=

Number — The number of the task. This number is automatically generated by Oracle
when the task is created

Status — The is the current status of the task

Source Document — Signifies what the task is linked to

Description — Description of the task that needs to be completed

Name — Name of the task

Owner Type — The type of resource that owns the task

Source Value — The SR number that this task is attached to. The green text signifies
that it is a hyperlink to the SR.

8. Owner — The owner of the task

9. Type — The type of task. Def'n: CM Research = Capacity Manager Research

10. Priority — The level of priority

11. Planned — The date when the task was created

NoOr®WN
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12. Scheduled — The date that the task is able to be completed by i.e. ATP (Available to
Promise) Date
13. Actual — Actual date that the task is completed.

If the user can complete the task, then he/she will become the assignee of the task. If the user
cannot complete the task, then he/she must create a note to the CSE informing him/her of the
problem with the task. The MCM may become the assignee of the task by navigating to the SR
by clicking on the Source Value and selecting “Employee Resource” as the Assignee Type and
their own name as the Assignee.

_ 1001 %1
ORACLE

Contact Typa _ Customar Type _ hurmrbar

Lsmcgioracle. cor| { | - ¥ Crasted

Ira
i":RM Rega._ Cloga Wediurn Levron, ME. Stalus opdafe o, | Please prmide 3 status updeta
107154 |GRAM SHE.. [ Close tledium Levmon, Mr. | Stalus Update Please deferming if wa hae 31, | #
Wun [4mag Tyee |Cr Ausearch Haie [Rog Status Up Dezc [stams Update reguired on -
g it - % orider. Cannot detemming winy

Eh'fus I"!"-n:'I Suppliad it High ek [ 2 this prder hasn't been processed
Excalation | Crmizr Type CHEEr | arrison, Mr. ( & Updaie reguired from Kaint

[ Resinek Clnacs @nﬂ TVPE (Employ ASHENEE [Heing, Marni | £ ":::1_“'*“ arbinated through
—Dates “Hod—— -

Plarnad Schiaduled Actud B z [0 1 [ Prvste v Pubic

T8I 9L AN 2003 210061718 N-Z00E D0:00| Ariual .
End | Duratien [~ [ o] UseTemplate (B | LounchWurdow | M. |

Enit itersciion Anerd Cin Hragk

if g

Recood: 114
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In this case, the MCM is Marni Heinz and she has assigned herself to the task.
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After assigning herself to the task, Marni Heinz, as the capacity manager, should close the SR
window and return to the task window to fill out information about the service request.
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1. Owner — The owner remains Mr. Craig Harrison because he is the CSE that will resolve
this task.

2. Scheduled Date — The ATP (Available to Promise) Date needs to be entered

3. Status — Once the ATP Date is entered, the status may be changed to ATP Supplied

4. Save — This record may be saved to record the changes

5. Assigned by — When the record is saved, the assigned by field is populated with the

name of the current user. In this case, Craig Harrison is the current user and thus, the
assigner.

6. Source Value — This value is the SR number that this task is attached to. This number is
shown in green because it is a hyperlink to the SR. This link may be used to add notes
to the SR.
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The next step is for the MCM to supply the actual date that the task is completed after it has
been completed and to change the Task Status to “Closed”. The representative may locate the
task by searching for tasks with a status of “ATP Supplied”. They may further limit the search by
selecting the “Myself” option to search for tasks assigned to them.

el
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After closing the Task, the MCM has completed their task.
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4.5 TASKING AN SR (OR PORTION OF AN SR) TO MATCOM

= Attention: This section of the document assumes that the user is a CSE

After changing the SR status to “Awaiting CRM ATP”, the next step is to create a task for either

the fulfillment of the entire SR or a portion of the SR and to assign an owner to that task.

From the “Create Service Requests” screen, the first step is to click on the “Tasks” tab.
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Enter/Select Task Status = ‘Awaiting CRM ATP.” Awaiting CRM ATP def'n: Awaiting
expected completion date from CRM resource on task.

Enter/Select Task Type = ‘CRM Research.” CRM Research def'n: Assistance required
from CRM representatives.

Enter Task Name as intuitive short description

Enter/Select Task Priority = High, Medium, or Low

Enter/Select Owner Type = ‘Employee Resource.’” The value ‘Employee Resource’
allows you to select a USMC as the task assigner in the next field.

Enter/Select yourself as the owner (assigner) of the task.

Enter/Select Assignee Type = ‘Group Resource.” The value ‘Group Resource’ allows
you to assign the task to a group of users (i.e. CSC MATCOM). Thus, the users in the
group can select a task to work from the Task Manager inbox of tasks assigned to their
group.

Enter/Select Assignee = group to whom task should be assigned (i.e. CSC MATCOM).
Enter a short description for the task in the Desc field.

. Enter the expected completion date for the task in the format DD-MM-YYYY. Keep in

mind that this date should be no greater than the Required Resolution Date provided by
the customer in the ‘Question Data’ Notes field.

Enter/Select SR Status = ‘Awaiting CRM ATP.” Awaiting CRM ATP defn: Awaiting
expected completion date from MATCOM for all tasks associated to SR.
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12. Click on the & Button in the menu area to save your work.

4.5.1 Receipt of a Task by MATCOM

= Attention: This section of the document assumes that the user is a MATCOM
CRM representative

To determine what has been “Tasked” to MATCOM, MATCOM CRM personnel may search for
Tasks that have a status of “Awaiting CRM ATP”. Within the customer support responsibility, a
user may navigate to Task Management > Tasks from the customer support navigator window
and open the Tasks menu option.
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After opening the Tasks menu option, the user will see the following screen.
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From this screen, the user may select different search criteria. In this case, we are assuming
that the user is a MATCOM CRM representative who is retrieving tasks that have been
assigned to the MATCOM CRM Group. To determine the tasks that are in the MATCOM CRM
gueue waiting to be worked, a user may search on the status “Awaiting CRM ATP” which
signifies that the task has not yet been reviewed by a MATCOM representative. To perform this
search, a user may select the status “Awaiting CRM ATP” as the search criteria and then press

Find

the ] button to execute the search.
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This search will return a results screen that looks similar to the screen below.
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From this screen, the MATCOM representative may review the task and determine if he/she is
capable of completing the task. If the user can complete the task, then he/she will become the
assignee of the task. If the user cannot complete the task, then he/she must create a note to the
CSE informing him/her of the problem with the task.
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Creata Task from Template

1. Owner — The owner remains Craig Harrison because he is the CSE ultimately
responsible for resolving this task.

2. Scheduled Date — The CRM ATP (Available to Promise) Date needs to be entered

3. Status — Once the CRM ATP Date is entered, the status may be changed to CRM ATP
Supplied

4. Save — This record may be saved to record the changes

5. Source Value — This value is the SR number that this task is attached to. This number is
shown in green because it is a hyperlink to the SR. This link may be used to add notes
to the SR.
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The next step is for the MATCOM CRM Representative to supply the actual date that the task is
completed and to change the Task Status to “Closed”. The representative may locate the task
by searching for tasks with a status of “CRM ATP Supplied”. After closing the Task, the
MATCOM CRM Representative has completed their task.
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4.4.2 Sub-Tasking to a MATCOM SME
= Attention: This section of the document assumes that the user is a MATCOM
CRM representative.

If the MATCOM representative is not able to fulfill the SR, the representative may create a sub
task to be completed by a subject matter expert. To create a sub task, the representative must
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review the original task that was assigned to him/her, decide who is the appropriate SME to
complete the task, and then create a sub task that is linked to the original task. Navigating to the
screen that displays the Tasks tab on the SR begins this process. An example of this screen is
shown:
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The next step is to create a new task by clicking on the = button
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This will produce the following screen. From this screen, a new Task can be created.
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Call Infomnatich

1. Enter/Select Task Status = ‘Awaiting SME ATP.” Awaiting SME ATP def'n: Awaiting
expected completion date from a SME resource on task.

2. Enter/Select Task Type = ‘CRM SME Research.” CRM SME Research def'n: Assistance
required from SME CRM representatives.

3. Enter Task Name as intuitive short description

4. Enter/Select Task Priority = High, Medium, or Low

5. Enter/Select Owner Type = ‘Employee Resource.” The value ‘Employee Resource’
allows you to select a USMC as the task assigner in the next field.

6. Enter/Select yourself as the owner (assigner) of the task.

7. Enter/Select Assignee Type = ‘Group Resource.” The value ‘Group Resource’ allows
you to assign the task to a group of users (i.e. MATCOM IMs). Thus, the users in the
group can select a task to work from the Task Manager inbox of tasks assigned to their
group.

8. Enter/Select Assignee = group to whom task should be assigned (i.e. MATCOM IMs).

9. Enter a short description for the task in the Desc field.

10. Enter the expected completion date for the task in the format DD-MM-YYYY. Keep in
mind that this date should be no greater than the Required Resolution Date provided by
the customer in the ‘Question Data’ Notes field.

11. Enter/Select SR Status = ‘Awaiting SME ATP.” Awaiting SME ATP defn: Awaiting
expected completion date from MATCOM SME for all tasks associated to SR.
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12. Parent — The number of the task that the sub-task is linked to.

13. Click on the @ Button in the menu area to save your work.

At this point of this example, the MATCOM CRM representative has assigned the task to the
MATCOM IMs group and the MATCOM CRM representative will need to wait for the MATCOM
IMs group to work the task, just as they would work tasks.

4.4.3 Receipt of a Task by a MATCOM SME (i.e. MATCOM IMs Group)

= Attention: This section of the document assumes that the user is a MATCOM
SME.

To determine what has been “Tasked” to a MATCOM SME, MATCOM SMEs may search for
Tasks that have a status of “Awaiting SME ATP”. Within the customer support responsibility, a

user may navigate to the Task Management > Tasks from the customer support navigator
window and open the Tasks menu option.
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After opening the Tasks menu option, the user will see the following screen.
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From this screen, the user may select different search criteria. In this case, we are a MATCOM
IM and we wish to locate the Tasks that have been assigned to the MATCOM IMs group. To
find which tasks are in the queue waiting to be worked, a user may search on the status
“Awaiting SME ATP” which signifies that the task has not yet been received by a MATCOM IM
and that the task needs to be worked. To perform this search, a user may select the status

Find

“Awaiting SME ATP” as the search criteria and then press the ] button to

execute the search.
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This search will return a results screen that looks like the screen below.
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From this screen, the IM may review the task and determine if he/she is capable of completing
the task. If the user can complete the task, then he/she will become the assignee of the task. If
the user cannot complete the task, then he/she must create a note to the CSE informing him/her
of the problem with the task. The IM may become the assignee of the task by selecting the
Source Value of the task and navigating to the SR. On the SR, Assignee Type should be
changed to “Employee Resource” and the user may select their own name as the Assignee.
(NOTE: For the purposes of this example, Sam Test is selected as the MATCOM SME that is
assigned to this task.)

Tools Uinckose Helj

Name SHE Research
et Task 1E|r nmm.LE'.muH
mFublish ; [ | l |

WFriwale

Flanned Sehaduled actual

S 131 2003 12403758 4 B &uio hlotification Tirna Zone
End GHIT Desizticn -

Efffort Custemar Details

Plannad T AN BN ETH MAARINI Frore [ N
Achial % Cornplede - " - Ascoun! m

SR ek e Launeh ot

Recod: 111 oEbs
o] | A S DDE DT 4D || 2] £1v] 6] O S| Du| Eolfge. et BISNEBTETSH sum
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L 1001 %1
ORACLE

TR AT 9P RIS 1T
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After assigning themselves to the task, the user may close the window and return to the task
screen.

HYD OB SE £ @ AT
'E._I:___ .
* Escalation

Lesnon, Wz, Donna

T S ME ATP Supplia

Service Requast

Please determine if woe havve 3 ten man ients available for
immudiate shipping. i thess are not availabie, what kinds of

Ty L DT AL ]

Blanned duled arival
EUELE 13 L AN-Z00F 1740356 17 -LAN-Z003 000000

Custamer Detalls
ETEIRD BMGTH MARING

1. Owner — The owner remains Donna Levron because she is the CSE MATCOM
representative that will task out this task.

Scheduled Date — The SME ATP (Available to Promise) Date needs to be entered
Status — Once the SME ATP Date is entered, the status may be changed to SME ATP
Supplied

Save — This record may be saved to record the changes

Source Value — This value is the SR number that this task is attached to. This number is
shown in green because it is a hyperlink to the SR. This link may be used to add notes
to the SR.

wnN

S
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The next step is for the MATCOM IM to supply the actual date that the task is completed and to
change the Task Status to “Closed”. The representative may locate the task by searching for
tasks with a status of “SME ATP Supplied” in the Task Management > Tasks screen.

Functinnz | D

Taek MamagementTagks
ashs

Universal Work Quaoue Top Tar List

+ Customer Manageme

- Service Requests
Create Senice Reguests
Wiewr Service Reguests
Wonkflows Notifications
Create Sendce Regiisses

+ Knrwdedge Base

+ Irstalied Base

+ Drder Cagiune

+ Resource Managemant

- T ek Manatement

Task Templates
+ Escalation Manageiment

Recod 1 g

stert| | A B S DD ES S 4@ || w] ol #ul £ Fu| Eol[se cn) [oose i ] GNEDE QRS aem
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X « Help
bﬁ‘hﬁlﬁ -.@@ >ﬁ€|.‘1

Escalation  * Mama

hame

Plesse determine il we hawe 3 ten man lewts avallalile for
I'lmmmllme shdpmlnn I thase ane not available, what kinds of

A Flanned

R AT

:

LR CAM SME Research

B Fullish
BFrivate

LU 3 AN -Z003 120308 17 AN 2003 00:0 I]D 1F'J.H.||-2ﬂ]3 LUETE W duio hatificatian
End ‘

4.6 CSE SR STATUS MONITORING

Custemar Details
hkame % F|.I] BN ETH MARI

Create Tazk fom Templats Lgunch oo

= Attention: This section of the document assumes that the user is a CSE

The CSE must continually monitor and update the statuses of all of the tasks that he/she has
assigned because updating the statuses of the SR provides status updates to the requestor.
The status changes that the CSE must monitor are outlined in the table below.
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Current
Task Next Task Status Description
Status
ATP cl Once a task is completed, the status of the task is
. osed
Supplied changed.
Awaiting . Once an ATP is supplied, then the status of the task is
ATP ATP Supplied changed.
Awaiting . Once a CRM ATP is Supplied, then the status of the
CRM ATP CRM ATP Supplied task is changed.
Awaiting : Once a SME ATP is Supplied, then the status of the
SME ATP SME ATP Supplied task is changed.
CRM ATP Closed Once a task is completed, then the status of the task is
Supplied changed.
Cancelled N/A When a task has been cancelled
Closed N/A When a task has been completed.
Rejected N/A When a task has been rejected.
SME ATP Closed Once a task is completed, then the status of the task is
Supplied changed.
CLlTE. Next SR Status Description
SR Status
Approved Awaiting ATP When task is “tasked” to the 2" FSSG
Approved Awaiting CRM ATP | When task is “tasked” to MATCOM
Approved Soft Close When task is completed by CSE
Approved Cancelled When task is rejected and cancelled.
ATF_> Soft Close Once all tasks associated with an SR have been
Supplied completed.
Awaiting . Once the ATP of all tasks associated with an SR have
ATP ATP Supplied been supplied.
Awaiting . Once the CRM ATP of all tasks associated with an SR
CRM ATP CRM ATP Supplied has been supplied.
CRM ATP cl Once a task is completed, then the status of the task is
. osed
Supplied changed.
Cancelled N/A When a SR has been cancelled
Soft Close cl When the fulfillment of an SR has been approved by
osed
the requestor.
Closed N/A When an SR has been hard closed.
Rejected N/A When an SR has been rejected from being fulfilled.

Once all of the tasks that he/she has assigned have a status of “ATP Supplied” or “CRM ATP
Supplied”, the CSE can change the status of the SR to “ATP Supplied” which will alert the
requestor that the SR is currently being researched. The CSE may locate applicable SRs by

MATCOM Contact Center

88



FEDERAL SERVICES i __—u\‘:\‘*
MATCOM Contact Center User Manual Bearmgfbm

16 January 2003

guerying on a specific SR number or by searching for SRs with a status of “Awaiting ATP”
where all associated tasks contain a status “ATP Supplied” or “CRM ATP Supplied”

Attention: It is important to keep in mind that if a SR has more than one task
associated to it than all tasks must have a status of “ATP Supplied” before the
SR status can be changed to “ATP Supplied.”
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Once the status of the SR has been changed to “ATP Supplied” or “CRM ATP Supplied” the
CSE may enter the CTP (Capable to Promise) Date. The CTP Date field is found in the SR
flexfield. This date is the day that the SR can be completed by. The SR flexfield is shown in
below.
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4.7 CLOSING AN SR

= Attention: This section of the document assumes that the user is a CSE

After all tasks on an SR have been completed and the CTP Date has been supplied, the CSE
may change the status of the SR to “Soft Close”. This will signify to the requestor that the SR
has been fulfilled and ask for the requestor’s approval of the fulfillment.
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5.0 List of Values Definitions

5.1 SERVICE REQUEST LOVS

Field Value Definition
Status ATP Supplied Available to Promise (ATP)
Date Supplied
Approved Approved
Awaiting ATP Awaiting Available to Promise

(ATP) Date

Awaiting CRM ATP

Awaiting Customer
Relationship Management
(CRM) Available to Promise
(ATP) Date

Awaiting CRM Fulfillment

Awaiting Customer
Relationship Management
(CRM) Fulfillment

Awaiting Confirmation

Awaiting Confirmation

Awaiting Fulfillment

Awaiting Fulfillment

Awaiting SME ATP

Awaiting Subject Matter
Expert (SME) Available to
Promise (ATP) Date

CRM ATP Supplied

Customer Relationship
Management (CRM) Available
to Promise (ATP) Date

Supplied
Cancelled SR Cancelled
Closed Closed
Entered SR has been Entered

Hold Cancel Pending

Hold Cancel Pending

Hold Modification Pending

Hold Modification Pending

On Hold

On Hold

Open

Open

SME ATP Supplied

Subject Matter Expert (SME)
Available to Promise (ATP)
Date Supplied

Soft Close

SR is closed, but can be re-
opened
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Field Value Definition
Problem Code Cataloging Discrepancy
Change ESD
IROAN
MOA

Offline Requisition

Price Change

Product Quality Discrepancy

Req Fulfillment Update

Request Pubs

Requisition Billing Dispute

SLEP

Stock Availability

Supply Discrepancy

TE Fulfillment

ULSS Technical

WIR Broken Parts

WIR Excess Parts

Warranty Issue

Field Value Definition

Resolution Code

5.2 TASK LOVs

Field Value Definition
Status ATP Supplied Available to Promise (ATP)
Date Supplied
Accepted Accepted
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Field Value Definition
Assigned Assigned
Auto in Planning Auto in Planning
AutoReject Automatically Rejected
Awaiting ATP Awaiting Available to Promise

(ATP) Date

Awaiting CRM ATP

Awaiting Customer
Relationship Management
(CRM) Available to Promise
(ATP) Date

Awaiting CRM Fulfillment

Awaiting Customer
Relationship Management
(CRM) Fulfillment

Awaiting Fulfillment

Awaiting Fulfillment

Awaiting SME ATP

Awaiting Subject Matter
Expert (SME) Available to
Promise (ATP) Date

Awaiting SME Fulfillment

Awaiting Subject Matter
Expert (SME) fulfillment

CRM ATP Supplied

Customer Relationship
Management (CRM) Available
to Promise (ATP) Date

Supplied

Cancelled SR Cancelled

Close Task is Closed

Closed Debrief is reviewed and
pushed to charges, install
base, knowledge base, etc.

Completed Task is done and frozen

Failed The task failed to complete
successfully

In Planning Resource is assigned to the
task, but the planner is still
optimizing the schedule

In Progress Task is in Progress

Interrupted Interrupted

Invited Assignee is invited to task

Not Started Task Not Started

On Hold On Hold

Open Open

Planned Planned

Rejected Rejected

SME ATP Supplied

Subject Matter Expert (SME)
Available to Promise (ATP)
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Field Value Definition
Date Supplied
Unassigned Tasks can be viewed by
planners and picked up to be
planned
Working Task is assigned and
resource is working on it
Field Value Definition
Type CM Research
CRM Research Customer Relationship
Management (CRM)
Research
CRM SME Research Customer Relationship
Management (CRM) Subject
Matter Expert (SME)
Research
CSE Research Customer Service Executor
Research
Engineering Service Engineering Task
Health Service Health Service Task
Maintenance Maintenance Task
Other Other type of Task
Product Product related Task
Supply Supply related Task
Transportation Transportation related Task
Field Value Definition
Priority High High Priority Task
Low Low Priority Task
Medium Medium Priority Task
Field Value Definition

Owner Type/Assignee Type

Employee Resource

Individual Employee Resource

Group Resource

A Group of Resource

Supplier Contact

Team Resource
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6.0 Non-OA Compliant Business Process

This section is to provide guidance for users when non-OA compliant processes are used by user
groups that are not supported through the pilot implementation.

6.1 CUSTOMER AND CONTACT INFORMATION EXISTS

ok

i

oS EaE e TE i A ek

- R

Wee Reques!- Amereatow Yot

Comact Type ] Customet Type  RERELIEGLT IS Wr=talked Base Humber
Ermail LEELL T ) Email _ Calegory Crested  BRELGRoE R LA
ernber v AN P Trpe
Last (TR0 HTH 6TH MAI Diesc Slstus GIQonT]
Fimst Arcourt _ Senal Severiiy
Ralatiorship Fhona _ Group
126551212 Phone Type _ w -}
@ Sumrnary [Hnrr]l Hu-r;‘! wnit ardered W Humwoes and il'ﬂ]l' rﬂ:nfum:lﬁ- 1.n1 ﬂ
Helpde=k Nurmber Problem Cade Reapond by
Urgency [H Re=olution Code Hesolution by [Al-K&N-2003 D000
— Mot and K i
__ Deschption < | Tape @ Type  Probibem Descripti @&atus | Pulilish 3

hhtas i reqquestar ardered # Humvees and onky received =
5. [0 wee kawee others availasila for immediate:
shippinn 7 Ao these 0n back erder? What is the hoki

up, please advise. 3 ‘
@ ‘
|

S |
Befush | [ttt Bieceil | Hew | Duial | vewlm |

_ Call Information l CaliWras e ' Eadinlem=ctor ' Agert On Break

Contact Type — Select Relation
Last — Populate the last name of the requestor and then the other relevant fields
will automatically populate.

= Attention: Once a requestor’s last name is selected the other contact
information fields will populate automatically. If these fields do not
automatically, information cannot be simply inserted into the fields. Instead, the
requestor will need to be setup as a requestor before the SR is created.

Phone — The phone LOV should be selected and the phone number will
populate.

Type — The type field should be populated with the correct type of request.
Status — Status field should be changed to “approved” upon initial creation of the
SR.
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6. Owner — DEFAULT, CRM should be selected as the owner for all SRs entered
directly into TeleService.

7. Summary — A summary of the SR is entered.

8. Resolution by — The date when the request should be resolved by is entered.

9. Owner Flexfield— The owner of the SR is populated

Cuslomer. . .-"-;suign Eroug Lezaiary Dremar Prafile

iericatew_Yark i Sy ! faia F T MEM

Cantact Type P TR Organization - Winstallad Base Numter
= uemcE oracl e.cor Email Categary [ufir T 0 DEC 2002 11:32
Humber Mumbsr Product 550 Supphy
= Reguesion Flal IR0 BMBTH De=c o Appraved
DEFAULT, OM |
Summary  Test Request 1273002 (o il
Helpdesk Murnber Problerm Code | | Respond by
Lirgency M Resnlnion Code | | Resolidion by Im:
— Mote and Knowladge
[asen .iI:In * Typa Trpe |Quesfion Data Satus | Publish ™
= Moles = fem Description Z
Test Reguest 1290402
= lbemn Bumber §f known)
** Unit of issue
T T
= Duaniity
1
4l I = Ship 10 (if oiher than requesiing uniq =
E:ﬁr:hJ Dielede Cutcome Maw | Dieail | g Log )I
Call Infarnation Call Wran Lia End Ireraction Aaent On Break

The following pop-up form will appear:
ce Reguest

CTP Date
D

& [DEFAULT, OM
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Click on the LOV L icon in the Service Request Owner field to select your name in the list of

values window. Once you have selected your name click on the .--=Z. button to exit the
search window.

Senice Reguest Owner |

Genvice Request Owner
BASANI, FRANK
BUYER, REFLEMISHMEMNT
COLLING, DAM
CRM, MATCOM
CSE, Mr. User
Childress, hr. Karl
DEFAULT, O
DEMO, OM
DEMD, O
DISABLED-REFLEMISHMEMNT, AUTO

¢ Harrison, Mr. Craig '
Heinz, Marni
JACORBS, SUE
kressel, John
Levron, Mrs. Donna
RACKOFF, Mr. PETER
SUPPLYOFFICER, 12170

ST A S LS T hdd DA ST

Click on the .-2¥... button in the Service Request flexfield after you have selected your name
from the LOV window.
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i Serice Regquest

CTF Date

Approver

=N NE ETS Harrrison, Mr. Craig

After exiting the flexfield, click on the & Button in the menu area to save your work.
10.Type — The type of note that will be generated.
11.Status — A status of publish is selected.
12.Description — A description of the SR is entered.
13.Urgency — An urgency of need is selected.
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